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 Penelitian ini dilakukan dengan alasan banyaknya nasabah pensiun PT. 
Bank Tabungan Pensiunan Nasional (BTPN) Tbk Purna Bhakti KCP Karanganyar 
yang mengajukan kredit. karena usia nasabah yang telah senja terkadang nasabah 
meninggal dunia sebelum melunasi pinjamannya di PT. Bank Tabungan Pensiunan 
Nasional (BTPN) Tbk Purna Bhakti KCP Karanganyar. Oleh karena itu, ahli waris 
nasabah perlu mengajukan klaim asuransi supaya pinjaman nasabah tersebut dapat 
ditutup. Akan tetapi sering terdapat permasalahan pada saat pengajuan klaim asuransi 
tersebut. 
 Metode yang digunakan oleh penulis dalam penelitian ini adalah wawancara 
dengan operation SPV dan back office PT. Bank Tabungan Pensiunan Nasional 
(BTPN) Tbk Purna Bhakti KCP Karanganyar untuk mendapatkan data terkait dengan 
permasalahan serta informasi secara akurat. Selain itu penulis juga melakukan studi 
kepustakaan dengan membaca beberapa buku untuk menambah referensi. 
 Dari penelitian yang telah dilakukan oleh penulis dapat disimpulkan bahwa 
terdapat beberapa permasalahan pada saat ahli waris mengajukan klaim asuransi ke 
PT. Bank Tabungan Pensiunan Nasional (BTPN) Tbk Purna Bhakti KCP 
Karanganyar. Permasalahan tersebut antara lain: 1) Adanya keterlambatan pelaporan 
oleh ahli waris nasabah dan bahkan tidak dilaporkan sehingga terjadi collect. 2) 
Tidak lengkapnya persyaratan saat mengajukan klaim asuransi sehingga 
menyebabkan proses pengjuan klaim ke pihak asuransi menjadi terlambat. 3) Adanya 
perebutan hak ahli waris nasabah. 4) adanya nasabah yang mengaku telah meninggal 
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PROBLEMS AND THE SETTLEMENT OF PROBLEMS IN THE 
INSURANCE CLAIM BY THE HEIRS OF CREDIT CUSTOMERS IN  
KARANGANYAR SUBSIDIARY OFFICE OF PT. BANK TABUNGAN 
PENSIUNAN NASIONAL (BTPN) TBK PURNA BHAKTI 
 
 




This research is done by reason of many pension customer of PT. Bank 
Tabungan Pensiunan Nasional (BTPN) Tbk Purna Bhakti KCP Karanganyar 
applying for credit. Because the age of customers who have dusk sometimes 
customers die before paying off the loan at PT. Bank Tabungan Pensiunan Nasional 
(BTPN) Tbk Purna Bhakti KCP Karanganyar. Therefore, the heirs of customers need 
to apply for insurance claim in order to cover the customer's loan. However, there are 
often problems at the time of submission of insurance claims. 
The method used by the authors in this study is an interview with SPV 
operation and back office PT. Bank Tabungan Pensiunan Nasional (BTPN) Tbk 
Purna Bhakti KCP Karanganyar to obtain data related to problems and information 
accurately. In addition the authors also do literature study by reading some book to 
add a reference. 
From the research that has been done by the authors can be concluded that 
there are some problems at the time the heirs filed an insurance claim to PT. Bank 
Tabungan Pensiunan Nasional (BTPN) Tbk Purna Bhakti KCP Karanganyar. These 
problems include: 1) The existence of delay in reporting by customer heir and even 
not reported so that happened collect. 2) Incomplete requirements when filing 
insurance claims that cause the process of claim claiming to the insurance becomes 
too late. 3) There is a seizure of the rights of the customer heirs. 4) the existence of a 
customer claiming to have died so that his credit at BTPN Tbk Purna Bhakti KCP 
Karanganyar is considered to have been paid off. 
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